
Service Quality Measurements
Measurement Detail

01127/98

ustomer nUl eport te
ALL Dispatch No-Dispatch Dispatch No-Dispatch

Residence Buainesa Reaidence Business
Interconnection Trunks X

UNE X X

Resale X X X X

Resale· Specials X

BeIiSoutb's Proposed Implementation of Georgia Docket No. 189%_U
C T ble R Ra

Note: Local Interconnection Trunks are reported only as total troubles. No meaningful count of lines ",
service exists.
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Service Quality Measurements
Measurement Detail

BeIiSoutb's Proposed Implementation of Georgil Docket No. 7892_U

MAINTENANCE" REPAIR (MR)

01127/98

Function: Missed Repair Appointments
Melsurement When this measure is collected for aST and CLEC and then compared, it can be used to
Overview: establish that CLECs are receiving equally reliable (as compared to BST operations)

estimates of the time required to complete service repairs.
Measurement 2. Percentage of Missed Repair Appointments OR (Count of Customer Troubles Not
Methodology: Resolved by the Quoted Resolution Time and Date) I (Count of Customer Trouble

Tickets Closed) X 100.

Percent oftrouble reports not cleared by date and time committed. Appointment
intervals vary with force availability in the POTS environment. Specials and Trunk
intervals are standard interval appointments of no greater than 24 hours.

Objective: This measurement is designed to show parity between CLECs and aST in
the handling of repair appointments.

Methodology: Mechanized metric from maintenance database(s).

Reportinl DimensioDs: Exeluded Situations:

• See Appendix A, item 3 • Trouble tickets canceled at the CLEC request
• See Appendix A, item 4 • aST trouble reports associated with

administrative service

• Instances where the CLEC or aST customer
requests a ticket be "held open" for monitoring

Da.. Retained Relatinl to CLEC Experience: Data Retained Relating to 85T Performance:

• Report Month • Report Month
• CLEC Ticket Number • aST Ticket Number
• Ticket Submission Date • Ticket Submission Date
• Ticket Submission Time • Ticket Submission Time
• Ticket Completion Time • Ticket Completion Time
• Ticket Completion Date • Ticket Completion Date
• Service Type • Service Type
• WTN or CKTID (a unique identifier for • WTN or CKTID (a unique identifier for

elements combined in a service configuration) elements combined in a service configuration)

• Disposition and Cause • Disposition and Cause

• Geographic Scope • Geographic Scope

MisHd Repair Appoiatllleats

ALL Dispatch No-Dispatch ",.
eu.in•••

Interconnection Trunk.

UNE X X

Re••te X X X X

IR._.......·
Note: There IS no measurementfor/nterconnectlon Trunlu or Specials. These are handled on a 1st come.
Ist serve basis. The appropriate measurementfor these is average duration.
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Service Quality Measurements
Measurement Detail

BellSouth's Proposed Implementation of Georgia Docket No. 7892_U

-
MAINTENANCE" REPAIR (MR)

01127/98

Function:
Measurement
Overview:
Measurement
Methodology:

Quality of Repair" Time to Restore
This measure, when collected for both the CLEC and BST and compared, monitors that
CLEC maintenance requests are cleared comparably to BST maintenance requests.
3. Out of Serviee > 24 Houn ,. (Total Repeat Troubles> 24 Houn) / (Total
Troubles) X 100

4. Percent Repeat Troubles within 30 Days" (Total Repeated Trouble Reports
within 30 Days) / (Total Troubles) X 100

5. Maintenance Average Duration'"' (Total Duntion Time) / (Total Troubles)

For Out of Service Troubles (no dial tone, cannot be called or cannot call out): the
percentage of troubles cleared in excess of24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 calendar days as a percent of
total troubles reported.

For Average Duration: Average time from receipt of a trouble until trouble is status
cleared

Objective: These measurements are used to demonstrate quality ofmaintenance and
repair.

MetbodololY: Mechanized metric from maintenance database(s).

Reportin. Dimensions: Excluded Sit...tlons:

• See Appendix A, item 3. • Trouble tickets canceled at the CLEC request

• See Appendix A, item 4. • SST trouble reports associated with
administrative service

• Instances where the CLEC or SST customer
requests a ticket be "held open" for monitoring

Data RetaiDtel RetatiD. to CLEC Experience: Data Retained Retatlng to 88T Performance:

• Report Month • Report Month
• Total Tickets • Total Troubles

• CLEC Ticket Number • Percentage of Customer Troubles Out of

• Ticket Submission Date Service> 24 Hours

• Ticket Submission Time • Total and Percent Repeat Trouble Reports with

• Ticket Completion Time 30 Days

• Ticket Completion Date • Total Duration Time
• Total Duration Time • Service Type

• Service Type • Disposition and Cause

• WTN or CKTID (a unique identifier for • Geographic Scope
elements combined in a service configuration)

• Disposition and Cause
• Geographic Scope
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Service Quality Measurement!
Measurement Detail

01127/98

BeIiSouth's Proposed Implementation of Georgil Docket No. 7892_U

Out of Service more tbln 14 Roun

ALL Dispatch No-Dispatch ~

RIl-ine.1I
Interconnection Trunks

UNE X X

Rel.1e X X X X
IR.a" --
Note: There 13 no measurement/or InterconnectIon Trunks or Speclais. These are handled on a 1st come.
1st serve basis. The appropriate measurementfor these is average duration

t b I )f I tatlatio ( N 51 ice F ito Rat'tbi JOdtT bl R

Note: The appropriate measurement/or both mterconnectlon trunkmg and Resale· SpecIals /s the 'New
Service Failure Rate"

.pel rou • .ports WI D IYIO DI n or ew rv I re .-seenoe .ow
ALL Dispatch No-Dispatch Dispatch No-DisD8tch

Residenc:e Bualnen Residence Businell

Interconnectlon Trunks X

UNE X X

Relale X X X X

Resale - Sped.1s X
,

R

D tiAIintenince vera • un aD
ALL Dispatch No-Dispatch Dlsoatel'1 No-OIIDltch

Residence Bu....... Residence Business

Interconnection Trunks X

UNE X X

Resale X X X X

Relale • Specials X

M'
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Service Quality Measurements
Measurement Detail

Ol/27/98

BeliSouth's Proposed Implementation of Georaia Docket No. 7892_U

MAINTENANCE" REP-AIR (MR)
FaaettoD: Ave,... Auwer Time· Repair Centen
Meuure.ent • This measure demonstrates an average response time for the CLEC agent
Overview: attemptinR to contact their SST representative
Measurement 6. Avenae Answer Time for UNE Center, RRC &: BRC '"" (Total time in seconds
Methodology: for UNE Center, RRC &: BRC response) / (Total number of calls) by reporting

period

Objective: This measure supports monitoring that sSTs handling of support center
calls from CLECs is at least in parity with support center calls by SST's retail customer.

Metbodolou: Mechanized report from Repair Center Automatic Can Distributors.

Avenae Answer Time for Repair Center
Ave. Answer time (Sec.) / month Ave. Answer time (Sec.) / year

UNECenter X X
RRC X X
SRC X X

MAINTENANCE Ii: REPAIR (MR)
Function: Lepcy System Access Times
Meuurement • This measure demonstrates an average response time from the SST Maintenance
Overview: System (TAFI) to access BST's Legacy Repair OSS.
Measurement 1. Lealcy System Access Times • Access Times in Increments of ~ 4sees., > 4 &: ~
Metbodology: 6 sees., S 10 sees., > 10 sees., and> 30 sees. for CLEC TAFI and SST TAFI

Objective: This measure demonstrates parity between the CLECs and BST for ass
response times for Maintenance and Repair.

Metbodolol)': Mechanized report from asss

TiASL.eaaey ystem eeess mess._ >."SI_ SIO_ >10_ >30_

TranslCtion Name CUlC
:~ :: ~ -lIT' ",.... CUlC 1ST

:~
<'l.IlI; :; ~ "...." 8ST ~

lIS 8US lIS RES 8US

CRIS X X X X X X X X X X X X X X X
DLETH X X X X X X X X X X X X X X X
DLR X X X X X X X X X X X X X X X
IMOS X X X X X X X X X X X X X X X
LM4 is X X X X X X X X X X X X X X X
LM iSupd X X X X X X X X X X X X X X X
MA eH X X X X X X X X X X X X X X X
Predictor X X X X X X X X X X X X X X X
sacs X X X X X X X X X X X X X X X
LNP X X X X X X X X X X X X X X X
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BILLING

Service Quality Measurements
Measurement Detail

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

01127/98

Function: Invotee Accuracy" TlmeUn..
Measurement The accuracy of billing records (both usage and invoices) delivered by BST to the
Overview: CLEC must provide CLECs with the opportunity to deliver bills at least as accurate as

those delivered by BST. Producing and comparing this measurement result for both the
CLEC and BST allows a determination as to whether or not Darity exists.

Measurement 1. Invoice Accuracy - ( (Number of Invoices Delivered in tbe Reporting Period
Metbodology: that Have Complete Information, Reflect Accurate Calculations and are Properly

Formatted) / (Total Number of Invoices Issued in tbe Reporting Period) I X 100

2. Mean Time to Deliver Invoices· 2: [ (Invoice Transmission Date) - (Date of
Scbeduled Bill Cycle Close) ]/ (Count of Invoices Transmitted in Reporting
Period)

Invoice Accuracy: The completeness of content, accuracy of information and
conformance of formatting will be determined based upon the terms of the individual
CLEC interconnection agreements with BST.

Mean Time to Deliver Invoices: This measure captures the elapsed number of days
between the scheduled close of a Bill Cycle and BST's successful transmission of the
associated invoice to the CLEC. For each invoice, the calendar date of the scheduled
close of Bill Cycle is compared to the calendar date that successful invoice transmission
to the CLEC completes. The number of calendar days elapsed between scheduled Bill
Cycle close and completion of invoice transmission will constitute the elapsed delivery
time. The elapsed delivery time is accumulated for each invoice with the resulting total
number of days accumulated being divided by the number ofcomplete invoices sent in
the reporting period.

Objective: Measures the percentage and mean time ofbilling records delivered to
CLEC in agreed upon format and with the complete agreed upon content (includes time
and material and other non-recurring charges).

M.tbodoIOlY: ?
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Service Quality Measurements
Measurement Detail

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7892_U

01127/98

RepOl'tlnl DI....lou: Excluded Situatlonl:
• Wholesale Bill Invoices (TSR) • Any invoices rejected due to fonnatting or
• Unbundled Element Invoices (UNE) content errors
Data Retained Relatial to CLEC Experience: Data Retained Relatinl to BST Performance:
• Report Month
• Invoice Type
• Mean Delivery Interval
• Standard Error of Delivery Interval
• Accuracy

lavoice Accuracy
Total Invoices Total Invoices % Accuracy

Delivered Delivered per EMR
CLEC x x x

Mean Time to Deliver Invoices

To Be Detennined
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Service Quality Measurements
Measurement Detail

BeIlSoutb's Proposed Implementation of Georgia Docket No. 7891_U

OPERATOR SERVICES AND DIRECTORY ASSISTANCE (OS, DA)

01127/98

FUDdloD:
Measurement
Overview:

Measurement
Metbodology:

Averal' Speed to Answer
The speed of answer delivered to CLEC retail customers, when BST provides Operator
Services or Directory Services on behalf of the CLEC, must be substantially the same as
the speed of answer that aST delivers to its own retail customers for equivalent local
services.
1. Averale Speed to Answer (DA)-

(# of Calls Answered Within 12 Seconds) I (Total DA Calls) X 100

2. Mean Time to Answer

3. Averale Speed to Answer (OS)·

(# of Calls Answered Witbin 2 and 10 Seconds) / (Total OS Calls) X 100

4. Mean Time to Answer

Objective: Measures the percent and mean time a caU is answered by an as or DA
operator in a predefmed timeframe

Metbodology:
• Reported in the aggregate
• Not Carrier Specific

ReporttDI Dimensions: Excluded Situado..:

• Operator Services in Aggregate • Call abandoned by customers prior to answer
• Directory Assistance in Aggregate by the aST as or DA operator

• Processing Method (human versus machine
processes)

Data RetaiDed RelatiDI to CLEC Experieace: Data RetaiBed Reladol to BST Performance:

• Month • Month

• CaU Type (OS or DA) • Call Type (OS or DA)

• Mean Speed of Answer • Mean Speed of Answer
• Standard Error for Mean Speed ofAnswer • Standard Error for Mean Speed of Answer

Averale Speed to Answer
Avenp Mean Time % Calls Answered % Calls Answered

to Answer within 12 seconds within 10 seconds

Directory Assistance x x
Operator Services x x
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E911

Service Quality Measurements
Measurement Detail

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7892_U

0l/27/98

FUDedOD: Timeliness aDd Accuracy
Business • In the interest of public safety, it is BellSouth's goal to maintain 100% accuracy in
Implications: the E911 database for both CLEC's customers and BST's retail customers and to

have zero errors in processing orders for E911 database updates.
• CLECs that purchase UNEs or provide local service as a facility-based provider are

responsible for the accuracy of their data that is input in the E911 database.
• As part of BSTs effort to maintain 100% accuracy of the E911 database, data

verification parameters and requirements for all companies that submit E911 inputs
will be reviewed and modified accordingly to ensure the highest integrity.

• These measurements were developed to ensure parity between the processing and
accuracy ofE911 database orders for both the CLEC's customers and BST's retail
customers.

MeauremeDt 1. £911 Tlm.IiDess· ~ (Number of Orden missed ID ReportiDIJ Period) 1(Number
Methodology: of Orders Confirmed in Reportinl Period) X 100

Ojec:tive: Measures the percentage of missed due dates of911 database updates

MetbodolOty:
Mechanized metric from ordering system

2. £911 Accuncy - ~ ITotal Dumber of SOIRI with errors I'Dented from Daily
TN activity (based OD tbe E911 Local EUbln,e Carrier Guide for Flcillty-Based
Providen) II (Total Dumber of 80m orden for E911 updates) X 100

Objective: Measures the percentage of accurate 911 database updates

MetbodololY:
Mechanized metric from ordering system

ReDOrtiDa Dimensioas: Excluded Situation.:

• CLECs in Aggregate • Any order canceled by the CLEC will be
• BST in Aggregate excluded from this measurement.
• See Appendix A, item 4 • Order Activities of 8ST associated with

internal or administrative use of local services
Data Retailled Relatin, to CLIC Experience: Dati Retaillld aelaUDI to SST PerformaDce:

• Report Month • Report Month
• CLEC Order Number • Error Type
• Order Submission Date • Average number oferror
• Order Submission Time • Standard Order Activity
• Error Type • Geographic Scope
• Error Notice Date
• Error Notice Time
• Standard Order Activity

• Geographic Scope

E911 TimeliDes. Ind Ac:c:ancy
CLEC 8ST

% E911 Orders Missed x X

% E911 Accurate Orders X X
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Service Quality Measurements
Measurement Detail

BellSoutb's Proposed Implementation of Georgia Doeket No. 7892_U

Trunkinl (T)

0112'7/98

Function: Interconnection Trunking Perfonnance
Measurement In order to insure quality service to the CLECs as well as protecting the integrity of the
Overview: BST network, aST collects traffic perfonnance data on the trunk groups interconnected

with the CLECs as well as all other trunk groups in the aST network.
Measurement l. CLEC Trunk Group Service Report. Contains the service performance results of
Metbodology: fmal trunk groups between the CLEC switch and a aST tandem or end office.

2. BellSoutb CTTG Blocldnl Report - Contains the trunk blocking results of fmal
trunk groups between the aST end office and aST access tandem.

3. Local Network Trunk Group Service Report - Contains the service performance
results of fmal trunk groups in the aST local service tier of the network.

4. BellSoutb Local Network Biocidal Report - Contains the trunk blocking results of
fmal trunk groups in the aST local service tier of the network.

MethodolOty: The data are processed weekly through a mechanized system which
calculates the percentage blocking during the time-consistant busy hour (TCBH). The
TCBH is defined as the identical hour each day during which, over a number of days,
the highest average traffic is measured.

R. Dimensions: Excluded SltuatioD':

• BST trunk groups • N/A
• CLEC trunk groups
Data Retalaed RelatiDa to CLEC Experience: Data RetaiDed RelatiDl to 85T Performance:

• N/A • N/A

CLEC Trunk Group Serviee Report
CLECTRUNKGROUPSER~CEREPORT

MONTHLY SUMMARY
BSTOROEREO AL I GA I KY I lA I MS I NC I NF I SC I SF I TN I TOTAL I TOTAL w/o GA

Total Trunk Groups: )( )( l( )( )( l( l( x x )( x )(

Trk Grps MeulProc: x )( x l( )( )( )( )( )( )( x )(

Tot Grps > 3% NC this report II II X )( )( )( )( x x x x x
PCT1 x II )( X X X )( X )( II l( l(

CI.EC ORDERED "L I G" I KY I lA I MS 1 NC I NF I SC I SF 1 TN I TOTAL I TOTALw/oGA

Total Tl\Ink Groupe: II II II l( )( X X )( )( x x l(

Trk Grps MeaIPt'oc: x l( x )( l( x l( x X II l( )(

Tot Grps > 3% NC this report II x X X )( II II X X )( )( l(

PCT1 x x )( x x x x l( x X II x

TOTAL AL I GA I KY I lA I MS I He I NF I SC I SF I TN I TOTAL I TOTALw/oGA

Total Trunk Groups: )( l( x x )( x x x l( l( x )(

Trk Gt'J)s MeaslProc: x x l( l( x )( )( x )( )( )( l(

Tot Grps > 3% Ne this report x x x )( x x l( )( x x x )(

PCT1 l( x x II )( X II l( l( II l( )(
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Service Quality Measurements
Mealurement Detail

01127/98

8eIlSouth's Proposed Implementation of Georgia Docket No. 7892_U

DeIISo tb Cl'TG BI Ida. Ru oe II eport
BELLSOUTH CTTG BLOCKING REPORT· SUMMARY

GROUPS EXCeEDING MBT
PROCESS CATE

STUDY oesvo VAl NBR
TGSN TANDEM END OFFICE DESCRPT PERIOD BLKG HR TKS DAYS RPTS RMKS

x I x f x I x I x I x I x I x I x I x I x

Se Ie RkT kGL INoea etwor run roup rv e eport
LOCALNEnNORKTRUNKGROUPSER~CeREPORT

MONTHLY SUMMARY
AL I GA I KY I LA I MS I NC I NF I sc I SF I TN I TOTAL I TOTAL w/o GA

Total Tl1Jnk Groups: IC IC IC X X X X X X X X x
Trk Grpl MeaslProc: x IC IC X X X X X X X X x
Tot Grps > 3% NC this report x x x x x x x x x x x x

PCT1 x x x x x X Jl X Jl Jl Jl Jl

8eUSouth Local Network Biocidal Report
BELLSOUTH LOCAL NETWORK BLOCKING REPORT· SUMMARY

GROUPS EXCEEDING MBT
PROCESS OATE

STUDY OBSVO VAl NBR
A-END Z-END OESCRPT TGSN PERIOD BLKG HR TKS CAYS RPTS RMKS

x I x I x I x I x I x I x I x I x I x I x
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APPENDIX A

service Quality Measurements
Measurement Detail

BeliSoutb's Proposed Implementation of Georgia Docket No. 7892_U

01127/98

I

ITEM## DESCRIPTION
l. Carrier Specific - • IntercoMection Trunks - average response time, percent less than 10 days.

Reported on a per • UNE - less than 10 lines 1circuits and 10 lines / circuits of more,
order basis mechanized orders and non-mechanized orders.

• UNE (Specials) - less than lO lines I circuits and 10 lines I circuits of more,
mechanized orders and non-mechanized orders.

• Resale Residential at Business· less than 10 lines / circuits and 10 lines /
circuits ofmore, mechanized orders and non-mechanized orders.

• Resale (Specials) - less than 10 lines I circuits and 10 lines I circuits of
more, mechanized orders and non-mechanized orders.

• UNE (Unbundled Loops wi interim telephone number portability) • less
than S and S or more, mechanized orders and non-mechanized orders.

2. Reported by UNE: by groups of lines on single order. Separately tracked for dispatch and
Carrier on a per non-dispatch as follows:
order basis • Local Interconnection Trunks

• Resale (Residence): by groups of lines on single order similar to UNE
(POTS)

• Resale (Business) • by groups of lines on single order similar to UNE
(POTS)

• Resale (Specials) • by groups of lines on single order similar to UNE
(POTS)

• UNE (Unbundled Loops wi interim telephone number portability)
3. Carrier Specific - • UNE - Dispatched, Not Dispatched, and misses where the competing

Reported on a per carrier or end user causes the missed appointment.
order basis • Resale Residence & Business Dispatched, Not Dispatched - All misses,

denoting misses, where the competing carrier or end user caused the missed
appointment.

• IntercoMeetion Trunks

• Resale S):)ecials
4. Geographic Scope • State and Regional level unless otherwise specified
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